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DIGITAL
TRANSFORMATION
Digitalization is one of the global trends 
deeply influencing every part of life. Digital 
transformation is driven by developments 
in many different areas from the internet 
of things to cloud technology, from big 
data to artificial intelligence. As internet 
access and smart phone usage become 
far more widespread, customers change 
their preferences to reach products and 
services in favor of more simple, useful 
and time-saving channels which they 
can access from anywhere, turning 
away from traditional methods. It is now 
more important to deliver a customer 
experience where customized solutions 
are offered, going a few steps beyond just 
meeting customer expectations.

Constantly investing in digital platforms 
to provide unrivaled customer experience, 
transaction convenience, and pioneering 
solution suggestions, and to increase the 
share of digital channels in our sales is 
one of the strategic objectives of Garanti. 
Our Digital Transformation strategy is to 
deliver a full-fledged banking platform 
covering various banking transactions and 
services that are convenient, accessible 
and customized through all channels. 
Therefore our focus is on omni-channel 

banking which enables customers 
to perform seamless transactions. 
Accordingly, our main concern is to listen 
to our customers’ needs and answer 
them in a prompt manner. Our goal is to 
bring the age of opportunity to everyone, 
and we are aware of the fact that this 
process will commence at the branches.

Digital transformation led the banking 
sec tor  to develop ef fec t ive r isk 
management tools in many areas 
including ensuring customer information 
security and privacy, and managing 
the increasing cyber threats. We take 
precautions against all risks that could 
prevent secure and uninterrupted service 
as we continuously invest in IT systems 
guaranteeing information security and 
measure the results within the context 
of customer satisfaction on digital 
platforms. 

VALUE DRIVER INDICATOR PERFORMANCE

2017 2016

Const ant ly  invest  in  d ig i t a l 
platforms so as to provide unrivaled 
customer experience, transaction 
convenience, and pioneering 
solution suggestions

Expand our digital customer base 
and increase the share of digital 
channels in our sales

Digital banking customers * 5.9 MN 4.8 MN

Mobile banking customers * 5.0 MN 3.7 MN

Digital transactions in non-cash financial transactions 95% 93%

Digital sales (share in total sales) 1/3 1/4

Number of cardless transactions via Garanti ATMs 27.6 MN 19.0 MN

Amount of Cardless Transactions via Garanti ATMs (TL) 13.9 BN 10.9 BN

Taking precautions against all risks 
which could prevent secure and 
uninterrupted service (e.g. cyber 
threats) ensuring information 
security. 

Programs organized to raise awareness on 
customer privacy and information security 19 15

Hours of cyber security training per Full Time Employee 0.64 0.48

Employees who attended cyber security trainings 99% 88%

Data breaches regarding customer privacy 0 0

* Digital and mobile customer figures are provided for “active customer” definition which 
refers to at least one login in the last 3 months. 2017 figures are for Dec’17 active & 2016 
figures are for Dec’16.

For Garanti, digitalization is a key material 
topic, as identified by both our internal 
and external stakeholders. Therefore, 
technology is an integral part in decision 
making supporting process efficiencies 
and continuously driving the Bank 
forward. With a single source of data and 
common understanding, technology 
is used within Garanti as an enabler for 
top-down fast decision-making and 
strong communication. It is reflected in 
the way we do business, from advanced 
CRM applications and segmentation, to 
innovative products and services, and 
to a paperless banking environment. 
We want to offer an unrivaled customer 
experience by constantly investing in 
digital platforms. 

Garanti supports the idea of all individuals 
benefiting from the opportunities created 
by digitalization, and develops solutions 
to enable use of banking services by more 
people. 

By focusing on 
digitalization, we are 
actively contributing to 
Sustainable Development 
Goal 9: Industry, 
Innovation and 
Infrastructure.

customers6,651 51 min 11
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DIGITALIZATION FOR 
UNRIVALED CUSTOMER 
EXPERIENCE

Strictly focused on offering a better 
experience on digital channels at all times 
and a follower of omni-channel strategy, 
Garanti aims to reach the users at the right 
time with the right message. Customers 
are approached through the best-fitting 
channel by the use of smart decision 
techniques. Offering service through 
third-party services and messaging 
applications such as WhatsApp and 
BiP (a new generation communication 
application) in addition to digital channels, 
Garanti improves its structure on every 
possible platform based on its vision of 
being accessible by customers anywhere 
they need banking services. Customers 
are offered solutions that fit their financial 
needs through timing predictions and 
deployment of API ecosystem. Garanti 
aims to maintain its leadership in digital 
channels by continued monitoring and 
implementation of new technologies 
putting mobile channels at the heart 
of this experience. The Bank aims to 
increase customer interaction and 
dialogue through efficient advertisement, 
innovatively designed competitions and 
campaigns on social networks, while 
using them in a creative and pioneering 
fashion. The Bank intends to make use 
of social networks both for promoting 
its products and services, and also as 
an active sales platform. Furthermore 
Garanti transforms digital channels into 
an environment where customers can 
receive financial consultancy. Garanti 
also contributes to its customers’ 
preparation for the digital future by 
developing financial tools supporting 
digital transformation.

VALUE CREATION THROUGH 
DIGITALIZATION
Investing in digital channels feeds the 
sustainable growth model of Garanti. It 
leads to increasing customer satisfaction 
& loyalty. Branches with more than 65% 
digital penetration have more than 40% 
higher operation and service quality 
and efficiency. In addition, product 
penetration of digital customers is 65% 
higher than average customers, an 
evidence of higher cross-sell. Services 
fees driven by online and mobile banking 
make up 40% of the Bank’s total service 
fees and support the growing fee base. 
On the other hand, transaction costs 
in online banking are 30 times and 
mobile banking are 55 times lower than 
branch banking, resulting in higher 
efficiency. Digitalization also leads to 
higher profitability. Profitability of a 
digital customer is twice that of a non-
digital customer. Through digitalization 
comes sustained growth: branches 
can increasingly focus on building 
relat ionships, providing advisor y, 
generating sales and acquiring new 
customers.

The EVP in charge of digital banking 
responsib le for d igita l  channels, 
customer experience & satisfaction 
and call center together with the EVP 
in charge of technology, operations, 
organization and process development, 
customer analytics, innovation & product 
development lead digital transformation 
within the Bank in collaboration with the 
senior management team. Furthermore, 
the progress and the performance 
are closely monitored by the Board of 
Directors.

WHAT WE DID IN 2017
Managing the largest digital customer 
base in Turkey, Garanti Digital Channels 
enables 5.9 million digitally active 
customers to execute any banking 
transaction anytime, anywhere, with 
5,003 Paramatik ATMs, an award-winning 
Call Center, its Internet Banking that has 
been leading novelties, and its Mobile 
Banking platform. While 5.0 million of 
these customers actively use mobile 
banking, 3.5 million customers use 
only mobile banking. Integrated into 
customers’ lives, Garanti digital banking 
welcomes 2.3 million logins per day. 
Approximately 290 million transactions 
are performed through online and mobile 
banking channels annually. Utilizing digital 
channels effectively, 95% of all non-cash 
financial transactions go through digital 
channels with increasing weight in mobile, 
which reached 183 million in 2017. Garanti 
has 22% market share in retail internet 
& mobile banking financial transaction 
volume. Aiming to offer its customers an 
instant, convenient and uninterrupted 
experience, Digital Channels succeeds 
in remaining the leader of digital banking 
year after year.

Garanti, in an effort to manage brand 
awareness and corporate reputation on 
social networks, is present in 17 different 
social media platforms with more than 50 
social media accounts. Aiming to provide 
direct access to innovative products and 
services by addressing customers’ and 
followers’ needs, Garanti places social 
media as a digital channel, and has the 
highest number of followers amongst 
financial institutions on social media in 
Turkey and in Europe. Garanti has more 
than 1.7 million followers on Facebook 
and over 5 million followers overall.

The creative solutions we produce on 
social media are groundbreaking in 
Turkey, and globally. We are the first 
bank in the world to receive general-
purpose loan applications through a 
secure form on Facebook. We offer an 
efficient customer satisfaction service 
with “GarantiyeSor” (Ask Garanti), which 
is the first 24/7 social media customer 
satisfaction channel in the banking sector 
in Turkey. We design special offers in line 
with the customers’ profiles and needs. 
Our Automik application is a good 
example for this. It is the first application 
in Turkey that allows potential automobile 
loan applications through Facebook. On 
social media platforms, Garanti makes 
use of creative content and initiatives 
that support its corporate image and 
contribute to business results by offering 
a description of products and services, 
which are at the same time aligned 
with the entertaining nature of social 
networks.

At Garanti, we are well aware of the 
fact that digitalization commences at 
the branch level, and acknowledge 
the importance of branches in better 
facilitating digitalization of the customer 
base. When in need we are able to act 
swiftly. Development of Appointment 
Re que s t ing a nd Br a nch D ens i t y 
Monitoring in Mobile Banking Application 
was an agile project completed in 
August 2016. The project integrated 
branch appointment system into Mobile 
Banking and enabled customers to 
view branch density within the mobile 
application. With the aim of decreasing 
branch density, we are now working 
on a new project that targets further 
branch density optimization by guiding 
customers. Our customers will be able to 

see and track density of branches and get 
an appointment from the selected branch 
through the mobile banking application. 
Also, they will generate a queue number 
for the selected branch. The entire branch 
experience will commence on digital and 
will be completed on digital. 

Moreover, we want to guide customers 
to digital channels (Mobile & Internet 
Banking and ATM) when high branch 
densities are observed, by smartly 
placed “How to Do on Digital” guides. 
Customers will answer specific questions 
for their transactions and will see useful 
information about how a transaction can 
be done through the digital channels. 
Finally, customers will track branch 
densities as available or crowded from 
the map on the application as we can 
display average and maximum waiting 
times. With this feature, we aim to lead 
customers to get an appointment or visit 
the branch at a more convenient time. 

EMPOWERING CUSTOMERS
We analyze customer behavior for each 
platform and continuously develop these 
platforms based on customer’s needs 
along the cycle. Completely analyzing 
and understanding customer life cycle 
for every single platform is of paramount 
importance as customer needs vary 
depending on the platform. For example, 
customers using mobile platforms tend 
to perform their transactions quickly and 
they use this channel while they are on 
the go. In order to meet their mobility 
needs we created a virtual voice assistant, 
MIA (Mobile Transaction Assistant), which 
enables our customers to perform their 
transactions just with voice commands. 
This service is a first in Turkey for the 
banking service. Users not only perform 

simple and basic inquires but they can 
also enquire in a much more complex 
and diversified manner. MIA is developed 
for the purpose of perceiving natural 
language understanding and users are 
not required to use specific sentences or 
keywords. In other words, it understands 
what customer says and develops itself 
with AI while it serves. MIA is a world 
leading Bot among similar applications, 
with its sophisticated understanding 
capability and the ability to serve for 
nearly 200 different intents and 100 
different concepts. MIA has responded 
to approximately 11 million intents from 
1.5 million distinct customers so far.

We do not convert traditional products 
on physical channels to digital channels 
with the same features. We aim to create 
entirely digital products designed for 
digital channel’s needs. Modular Auto 
Insurance is a good example of Solely 
Digital products, where customers can 
determine their coverages by themselves 
and take advantage of discounts 
depending on the number of coverages 
they select. It was designed based on 
the analysis of customers’ buying trends 
on digital channels and customers’ pain 
points, etc. Features of the product were 
shaped based on this thorough analysis 
and needs of the customers. Therefore 
this product is available only via digital 
channels, a truly end-to-end digital 
product.

We try to be a part of every technological 
movement and to adapt our services 
or create new ones based on these 
technology trends.

In April 2016, 4.5G was launched by all 
telecom operators in Turkey. At the same 
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time, we launched our face-to-face loan 
service as 4.5G technology offers faster 
internet connection. With this service, 
customers can interact with agents face 
to face while they apply for a loan on 
Mobile Banking. This provides a good 
example of human touch placement 
within digital experience. 

Another digital innovation we have 
implemented fur ther extends this 
example. Garanti’s Facebook Messenger 
Bot enables personal loan calculation 
in a conversational form. Users can run 
calculations through this platform and 
easily reach the information they need. 
The bot responds to personal loan 
related questions to a certain extent, 
and it guides the user to a Garanti website 
or other distribution channel when 
needed. In addition to this, Turkey’s first 
investment platform, Paragaranti.com 
now features Turkey’s first investment 
chatbot. The Artificial Intelligence driven 
chatbot can answer up to 500 sets of 
questions giving users reach to the latest 
information on capital markets.

We try to position our channels in a way 
that they talk to each other. This applies 
not only to online experience; we aim to 
connect online and physical experience. 
Money withdrawal via QR function is a 
good example of this. Customers can 
withdraw money through ATMs by using 
their mobile banking application. All 
they need for fulfilling their cash needs 
is their mobile phone; they no longer 
need to carry an ATM card or even their 
wallet. We combined the physical ATM 
experience with digital experience. 
Another example of this is our general 
purpose loan application process. Our 
customers are able to perform loan 

disbursement through online banking 
irrespective of the application process’s 
having been initiated online or otherwise. 
When developing our products and 
services, we take all digital channels into 
consideration. We believe that customers 
would like to use the features that one tool 
offers also in all the other tools they have 
registered. For instance, they would like 
to approve a banking document using the 
mobile app when on the way or to do it on 
the desktop screen when at work. That is 
why we focus on omni-channel banking.

We try to offer better service experience 
to our customers and develop our 
services in order to be a part of their lives. 
Today, conversational services are one of 
the most used ones amongst consumers. 
These services are so crucial and 
convenient that we use these applications 
to communicate with each other even 
when we are in the same room. Hence, 
Garanti positioned itself in these services 
as well. Garanti customers and non-
customers can perform inquiries such 
as ATM location lookup, stock market & 
currency information and so on through 
WhatsApp and Telegram. Our innovative 
services on instant messaging platforms 
are amongst our ef for ts to make 
customers’ lives easier. Thanks to our 
WhatsApp service, which is a first in the 
Turkish banking sector, users who share 
their location information can find out 
where the nearest Branch or Paramatik 
ATM is located. On BiP, the messaging 
application and conversational service 
of the biggest mobile telecom operator 
in Turkey, customers can transfer money 
to people who do not have banking 
accounts without using internet or mobile 
Banking, solely by entering the receiver’s 
phone number.

3rd party partnerships are also important 
for us to be in our customers’ lives in 
every way possible.

Car dealers can now finance zero-km 
brand new vehicles via Internet Banking 
without any dependency on the physical 
branches with the completely re-designed 
Dealer Based Stock Financing product 
Garanti Dealer (Garantili Bayi). With its 
flexible and tailor-made perspective, 
Garanti Dealer grants performance-
based floor plan pricing by taking a 
given dealer’s retail auto loan generation 
performance into consideration.

Garanti reached an agreement with Apple 
authorised reseller whereby instant GPL 
will be made available through digital 
channels through an online approval 
process in the Apple authorised reseller 
stores. Customers are able to apply for 
an instant GPL of up to TL 15 thousand 
from Garanti Mobile and Garanti Internet 
with a promotion code. Once the loan 
is approved and disbursed, online 
customers are able to make the purchase 
directly via integrated POS.

We are able to offer most of the products 
and transactions in each channel with 
similar customer experience and we are 
capable of developing new platforms 
adaptive with other channels from the 
very first day. Customers can inquire the 
transactions they made in a channel on 
another platform, while they can display 
the campaigns tailored for them in each 
channel. We also take each channel’s own 
needs into consideration. For example, 
customers can perform loan applications, 
open e-savings account on any channel; 
although the steps in Mobile Branch is 
less than those in Internet Branch, they 

both have the same texture. Moreover, 
we are well aware of the fact that the 
key to keeping customers engaged with 
each platform is to offer the same rates 
for banking products and transactions on 
each channel.

At Garanti Bank, we track our customers’ 
and their peers’ financial habits and 
background data. Based on target-
oriented research, customer-specific 
products & campaigns are offered to 
relevant customers. Furthermore, we 
are working on offering one-click and 
proactive products to our customers. 
These offers are customer-specific 
products that are available one-click 
away. For example, one-click loans will be 
offered to customers, who will be able to 
activate their offers by a simple click, if 
they wish to do so. Proactive offers are 
customer-specific offers prepared based 
on the customers’ financial backgrounds. 
Advanced analytics and big data are 
considered within our products and 
services in order to understand customer 
needs and wishes, and to offer them 
desirable products at the right time from 
the right channel. Thus, analytics tools are 
highly used in order to offer proactive and 
customizable services to our customers. 
Moreover, digital payment is also a 
popular trend that we follow and plan to 
integrate with our services in the future, 
though there are certain infrastructural 
changes that need to be finalized in the 
Turkish market. 

We also take customers’ channel usage 
into consideration, in order to keep 
customers engaged and offer services 
that best fit their needs. This is crucial 
in terms of migrating customers to 
digital channels. If a customer is a digital 

customer, tailor-made offers and features 
are proposed on digital channels. If a 
customer is a potential digital customer, 
Garanti draws a path to convert the 
customer to digital (from branch to ATMs, 
from ATM to online and from online to 
mobile) with smart offers at each level 
by starting to communicate with the 
customer offline (at the branch) and 
then moving to online. Offers proposed 
to customers are shaped according to 
Garanti’s segmentation model which 
is based on a customer’s engagement 
level depending on various criteria such 
as investment portfolio, deposit account, 
GPL disbursement, whether they have 
a salary account and so on. The smart 
combination of channel usage and 
segmentation model enables us to decide 
what to offer, how to communicate, when 
to communicate and how to behave. This 
way, customers can benefit offers that fit 
their needs the best on our channels.

To sum up, offering the best user 
experience across all channels, taking 
customer needs into consideration in 
digital channels and designing products 
based on those needs, leading innovation, 
being in the customers’ daily lives and 
engaging with customers through smart 
offers are key in implementing our digital 
strategy for empowering customers 
through digitalization.

INTERNET BANKING
To provide its customers with the 
opportunity of managing their personal 
finances over the internet, Garanti offers 
interfaces which enable customers 
to follow their assets and liabilities in 
product-based graphs and their income, 
expenditures and cash flows with need-
oriented notifications and alerts through 

its Internet Banking website. 

Garanti Internet ’s dashboard was 
renewed with a simplified design in terms 
of content, function and visuals in January 
2017. It offers;

• Enhanced Personal Financial 
Management modules, 

• Account and card balance information 
on the main page/dashboard, 

• Specific transactions such as 
payments and money transfer 
reached with less clicks,

• Unified notification center and 
campaign management menu,

• One-click products on the dashboard,
• Mobile browser responsive design.

We have a customized website for 
our Personal, SME and Commercial 
customers. Once the user has logged 
in to the secure site, the customer type 
is remembered the next time the user 
visits the public site. The banners that 
are displayed on the site are then chosen 
from a pool of banners that have been 
created for that specific customer type. 

On all pages, we feature useful tools and 
useful links that we have implemented to 
make our customers' lives easier. Through 
these links, the visitors can easily access 
other information related to the page they 
are on. For example, the loan calculator 
is available in the useful tools section on 
all loan pages or the “card comparison” 
function is accessed through the useful 
tools on card pages.

We improved our Help & Advice section 
on the new site. All product pages have a 
section where the top FAQs are displayed 
along with a short answer. These FAQ 
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fields are populated automatically (and 
updated when a new question enters the 
database) by matching tags of product 
pages and questions. A similar function 
is also available on the detailed question 
page, where related questions are offered 
to the user. Under every detailed answer, 
we have a “is this answer useful for you” 
section to improve help and advice based 
on feedback from the visitors. We have 
a search function special to “Help and 
Advice” section, so that customers can 
search only in FAQs.

MOBILE BANKING 
The number of monthly transactions 
carried out with Mobile Banking is more 
than 18 million. Active customer base 
increased to 5.0 million while mobile-
only customers significantly grew to 3.5 
million. Garanti Mobile Banking has 58% 
share of non-cash financial transactions. 
The number of active mobile banking 
customers grew by 38% in the twelve 
months to end-2017. Evaluated for mobile 
functionality benchmark by Forrester, 
Garanti was named best in class in 
Europe. (2014)

In February 2017, we have integrated login 
via Eye Scanning into Garanti Mobile. This 
new method enables users to login easily, 
securely, and quickly by recognizing the 
structure of their eyes. In this method, 
users set-up eye scanning in a few 
seconds, by looking into their cell phone 
camera and the next time they login, 
they can use Login via Eye Scanning. 
This method has been used more than 
8.5 million times since its initial launch 
in February 2017 by over 415 thousand 
unique customers.

In addition, we enabled donations to 
over 85 institutions, and launched Title 
Deed Tax Payments in the Garanti Mobile 
Banking app.

Turkey’s first youth mobile application 
GarantiOne addresses the youth segment 
between the ages of 18-25 incorporating 
special functions and campaigns totally 
overlapping with the lifestyle of the youth. 
Digital gifting enables users to send P2P 
digital gifts such as digital subscriptions, 
gaming credits, coffees, etc. The number 
of customers using GarantiOne, which 
was launched exclusively for the youth 
towards the end of 2017 reached nearly 
800 thousand.

PARAMATIK ATMs
The Paramatik network reached 5,003 
ATMs in 2017. The ratio of cash deposits 
to cash withdrawals from Paramatik ATMs 
increased further to 110%. While 300 
million transactions per year were carried 
out from Paramatik ATMs, more than 27 
million transactions were carried out 
using the cardless menu. In addition to 
Turkish Lira deposit & withdrawal via QR 
code, foreign currency money withdrawal 
& deposit functions have been launched. 

ALO GARANTI – CALL CENTER
Recognizing the importance of quality 
and consistent service delivery, Garanti 
Bank Call Center analyzes customer 
needs timely and accurately, and offers 
its customers  easily accessible services 
targeted at first call resolution.

Besides creating added value beyond 
its targets owing to its service approach 
that makes a difference, its financial 
products portfolio positioned in line with 
the Bank’s strategies, and its qualified 

human resource of 1,120 people, the Call 
Center maintains its leading position in 
the sector, successfully handling 15.7% of 
all the calls in the sector with an average 
response time of 33 seconds.

Garanti Bank Call Center, Turkey’s largest 
financial call center with the number 
of customer contacts that rose to 77.4 
million in 2017, keeps making a difference 
with a call response performance at a 
rate of 98.2% which is the key service 
performance indicator in this field.

By periodically increasing the Call 
Steering system’s performance, which 
was launched in previous years, Call 
Center succeeded to direct its customers 
to the related service point, almost with a 
%100 Correct Routing Rate.

Continuing to produce customer-centric 
solutions through its innovations in 
technology, Garanti Bank Call Center 
invested in voice technologies once 
again in 2017.  By launching Free Speech, 
Call Center started to authenticate its 
customers during the conversation. 
Along with this new feature, Call Center 
accomplished to render its service to 
customers much faster, easier and reliable. 

Garanti Bank Call Center instantly 
brings the customers together with the 
expertized sales and service specialists 
that customers are interested in thanks 
to the Smart Sales and Dynamic Offer  
Systems developed with the “Right 
Product and Service Offer to the Right 
Customer” concept. Thus, maximum 
efficiency has been achieved in the 
fulfillment of customer needs.

With 37 financial products on its portfolio, 
Garanti Bank Call Center broke a new 
record with 4.2 million high added-value 
financial products sold in 2017.

In 2017, Garanti Bank Call Center once 
again retained its long-standing title 
as the leader of the loan telesales by 
making a significant contribution to 
Garanti Bank’s total loan volume, in the 
marketing and sales of general purpose 
loan, mortgage and auto loans through 
the dedicated hotlines at 444 0 335, 444 
EVIM and 444 OTOM.

One of the largest sales channels in total 
credit card sales for the Bank with a share 
of over 16%, the Call Center centrally and 
solely managed the retention efforts for 
all Garanti Bank credit cards.

BONUSFLAS
Garanti launched BonusFlas in 2015, a first 
in the credit card sector. Giving access to all 
cards and a large number of transactions 
unavailable on mobile applications until 
then from a single platform, BonusFlas 
also analyzes spending habits and 
sends Push notifications regarding the 
campaigns that best suit the customers. 
Having a considerable impact on digital 
transformation of card customers, 
BonusFlas has a satisfactory download 
and engagement trend with more than 4.4 
million downloads. It has become the main 
channel for campaign enrollments with 
12.9 million enrollments coming through 
the app, and it has a significant impact 
on customer satisfaction as it enables 
tracking all card information, loyalty 
campaigns and card products. More than 
100.5 million transactions were generated 
to check card information by the users.

Holding a very strong position and 
accepted as a benchmark product in the 
market, BonusFlas is being enhanced 
consistently via addition of new product 
features and improvement of the existing 
ones targeting customer needs and 
feedbacks. Payment in car in BP gas 
stations via BonusFlas without leaving 
the car, tracking every step of card & limit 
applications transparently, authentication 
with eye verification are the latest digital 
solutions BonusFlas offers.

Moreover, GarantiPay fulfills the need 
for secure and fast checkout solution 
for e-commerce transactions without 
registration and sharing any card 
information with merchants. It is available 
at more than 575 merchants, and it is the 
only solution accepted on the Revenue 
Administration website, enabling Garanti 
cardholders to make tax payments 
conveniently.

GARANTI'S NEW SERVICE MODEL
Garanti recently launched its new service 
model, which captures the benefits of 
the emerging digital world. With the 
pilot program started in May 2017, the 
roll-out will be completed by the end of 
2018. ~180 branches were converted in 
2017. In this new model, Garanti reflected 
digitalization in branches. 

With the aim of creating seamless, 
omni-channel experience to reduce 
branch dependency and ensuring similar 
customer experience across all channels, 
Garanti also launched the “digital approval 
platform” where customers can approve 
product/service agreements with Two 
Factor Authentication (via internet 
banking through corporate tablets or 
mobile devices) in branch processes as 

well, where paperwork and time spent to 
complete sales/transactions are reduced. 

STEP, a mobile application platform 
designed to provide customers with an 
uninterrupted and high quality banking 
experience in branch and non-branch 
environments, allows work forwarding 
to Abacus operations center, monitoring 
sales processes, and more efficient 
tracking of customers’ cash flows. 

Having surpassed 5,000 active users, the 
platform has served to increase customer 
visits by 62% with the same sales force. 
Smoothly running on tablet and desktop 
PCs, the STEP platform continues to 
act as the cornerstone of Garanti’s new 
operational system. 

We believe that acquiring/co-innovating 
with fintech startups is essential for 
Banking-as-a-Service (BaaS). Today, banks 
are no longer just financial players, and 
offer different services by establishing 
collaborations with third parties. Finance 
and innovation seem to contradict with 
each other; however building a culture of 
innovation within the bank is vital for an 
open innovation point of view. Thus, co-
innovating with fintech startups is very 
important in terms of imposing startup 
culture into our and others’ way of doing 
business. Therefore, as Garanti we act in 
accordance with the notion of supporting 
new entrepreneurships, products and 
projects in all areas. By collaborating 
with various third parties, we think that 
the market can be transformed and 
external disruptions can be turned into 
opportunities. 

The change brought on by technology 
is picking up speed across all economic 
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sectors, and banking is no exception. 
Open innovation is one of the key 
elements of the bank’s transformation 
to adapt financial services to customers’ 
new needs. The concept stemmed 
from keeping up with the rapid pace of 
change that companies are undergoing. 
The connection with the innovation 
ecosystem and entrepreneur s is 
essential. At this point, Open Talent has 
evolved from a unified competition for 
technological companies to one divided 
into categories that supports all kinds of 
entrepreneurs in innovation from many 
countries. Garanti Bank is cooperation 
under the open umbrella of open 
innovation with BBVA.

OUTLOOK
Garanti Digital Channels has been 
providing users with greater convenience 
and peace of mind, by offering pioneering 
digital solutions. In 2017, customer 
penetration and digital sales targets 
have been exceeded, and a substantial 
digital transformation has taken place in 
consumer loans and credit accounts.

Going forward, we will strive to expand 
the scope of application of mobile and 
internet banking exponentially. With an 
End to End Digitalization perspective 
and a zero-based mindset, products will 
be re-invented within a digital context. 
Customer journeys will be continuously 
monitored to boost NPS and to offer 
best-in-class UX. 

We will also seek out partnership 
opportunities and create a range of APIs 
to integrate with 3rd parties. Not only will 
this expose the Bank to a much wider 
range of new technologies, but it will also 
help Garanti become the leading financial 
institution in the fintech ecosystem.

Garanti will maintain its leadership in 
digital channels by continued monitoring 
and implementation of new technologies, 
and will put mobile channels at the heart 
of this experience.

Having positioned in line with the Bank’s 
digitalization strategies, Garanti Call 
Center has taken on an important role 
in expanding the use of Mobile Banking, 
BonusFlas and GarantiOne applications 
by Garanti customers. In 2018, Garanti 
Bank Call Center wil l  continue to 
enrich its service and product range 
with novelties that will offer powerful 
customer experiences, in line with its goal 
of further increasing the value it creates, 
all the while keeping digital innovations, 
customer satisfaction and service quality 
in its focus, its unchanging top priority 
under any circumstance.

DIGITALIZATION FOR SECURE 
AND UNINTERRUPTED SERVICE

Increased digital use leads to greater 
exposure to cyber security risks, and 
the improved threat profile results in 
elevated effect of the diversified risks 
of the digital environment. Constantly 
investing in technology, uninterrupted 
processing capacity, infrastructure 
security, cost efficiency and energy 
saving in light of corporate governance 
and international standards; Garanti, 
through its subsidiary Garanti Technology 
(GT) since 1981, sharpens its monitoring 
effectiveness. The company allows the 
Bank to put measures in place more 
rapidly and to become aware of global 
threats at an earlier time via networks 
that GT belongs to. Garanti’s internet 
access architecture is restructured 
with a risk-based perspective. With its 
strategy, “Better IT, Better Business”, 

Garanti continuously invests in cloud 
technology and microservices in order 
to ensure cost saving and introduction 
of solutions at a faster pace, and 
positions its application architecture and 
security layers so as to support these 
technologies. Through these initiatives, 
Garanti targets to better adjust to the 
new business models presented by the 
constantly digitizing world, and to deliver 
its clients a better customer experience 
by transforming Big Data infrastructure 
investments into business intelligence 
solutions and open application platforms.

T h e  o p p o r t u n i t i e s  o f f e r e d  b y 
digitalization also transform issues 
regarding data protection and security 
into one of the most significant risks. 
Taking precautions against all risks, 
which could prevent secure and 
uninterrupted service, particularly cyber 
threats, ensuring information security 
and informing customers on related 
issues are among the material issues, 
both for Garanti and its stakeholders.

Garanti carries out efforts ensuring 
continued awareness of compliance 
with laws and corporate standards, and 
development of processes that guarantee 
management of IT/information security 
and IT related risks, in order to effectively 
manage reputational risk across the Bank.
In terms of governance, the Information 
Security Committee headed by the EVP 
responsible for Technology, Operations, 
Ce nt r a l  M a r ket i n g  a n d Pro d u c t 
Development coordinates all efforts within 
the Bank to guarantee information security 
and monitors policies, procedures, 
regulations and is responsible with respect 
to necessary updates.

Adopting an “enterpr ise ex ternal 
fraud prevention” approach within the 
framework of customer protection 
principles, Garanti centrally monitors 
incidents of fraud involving card 
transactions, account transactions, 
POS transactions and loan product 
applications carried out through any 
branch or non-branch channel. 

Within the scope of monitoring and 
controlling operational risks that Garanti 
is exposed to, the Anti-Fraud Monitoring 
Depar tment is  charged with the 
development of strategies to proactively 
monitor, detect, control and prevent acts 
of external fraud. The Department takes 
rapid, efficient and customer-centric 
actions that give the foreground to 
customer experience against constantly 
changing fraud trends. Through analyses 
of fraud incidents, the Department works 
to minimize the potential losses of the 
Bank and the customers that may arise 
due to acts of external fraud.

Furthermore, the Department formulates 
views and suggestions on the Bank’s 
new product and service developments 
upon assessing the same with respect to 
external fraud risks. The Department also 
carries out all necessary examination and 
investigation about acts of external fraud, 
sharing related information within the 
Bank and with other banks. In addition, 
the Anti-Fraud Monitoring Department 
aims to improve communication channels 
with customers in order to achieve a more 
frictionless transaction environment. 
Garanti  a lso cooperates with i ts 
stakeholders to increase anti-fraud 
initiatives across the sector, as well as 
those between different sectors, against 
fraud events. In addition to this, Garanti 

also has a continuous acknowledgement 
and training approach about external 
fraud for its employees. The Department 
carries out training and awareness 
programs to help Garanti employees 
understand the importance of prevention 
of fraud risks and to establish this culture 
throughout the Bank.

In keeping with its fraud prevention, 
monitoring and system development 
functions, the Department closely 
follows up technological developments 
to increase the security of products and 
services provided via digital delivery 
channels, as well as those of card-based 
payment systems, and to prevent credit 
card and consumer loan application 
frauds and attempts of account takeover. 

Garanti strengthens fraud monitoring 
systems with integrated, advanced 
technology and software in parallel to 
the customer-centric strategy. 

WHAT WE DID IN 2017
Garanti secures all IT assets including 
people, processes and technology so that 
the organization can focus on business 
targets without suffering an interruption 
due to security related issues by 
concentrating on Confidentiality, Integrity 
and Availability. We are continuously 
following up the latest and the most 
advanced security systems and striving to 
offer the most effective security solutions 
to protect our clients’ information. We 
perform regular penetration tests and 
vulnerability assessments to find and 
eliminate security risks. Garanti Bank 
follows the COBIT framework, internal 
security policies, procedures, and ISO 
27001 with specific scope.

Garanti provides various security-building 
practices for its customers in line with its 
approach determined by security and 
privacy policies. Tokenization (Şifrematik 
application & device for generating 
one-time passwords), SMS OTP, Mobile 
Notification, Voice Biometric Verification 
and Eye Biometric Verification are used for 
the authentication of customers. In order 
to increase security of digital channels’ 
usage; Secur it y Picture, Secur it y 
Software for both mobile and PC are 
available for customers. Transactions are 
automatically analyzed and if necessary, 
additional verification is implemented to 
prevent fraud events. As a result, There 
has not been any data breach regarding 
customer privacy.

Through its website and Alo Garanti, 
Garanti offers its customers security 
information regarding digital banking. 
Warning its customers against possible 
situations, Garanti also explains additional 
security precautions that customers can 
take, particularly with the “6 Golden 
Rules” for security, such as creating and 
protecting passwords, situations when 
private information is requested, viruses 
spread via e-mails, fake prize notifications 
o r  re qu e s t ing p er s o na l  b a nk ing 
information via SMS or by telephone, 
phishing attacks, suspicious money 
transfers and requests for information. 
Also, Garanti provides customers with 
information on the protection of mobile 
devices and computers on which they 
use Garanti’s internet banking. Garanti 
fur thermore advises to use util ity 
programs such as anti-virus, spyware 
scanner and firewall.

In 2017, Garanti carried on with its anti-
fraud activities in line with its strategy. 
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With customer protection as the major 
motivator, customer-centric fraud 
management tools were upgraded to 
the latest available versions in order 
to keep the anti-fraud capabilities up-
to-date and respond to the potential 
fraud patterns in a dynamic manner. As 
fraudulent attempts rise in Turkey, Garanti 
focuses on dynamically monitoring and 
precluding these trends. In doing so, 
the main objective is to prevent both 
the Bank’s and the customers’ potential 
financial and reputational losses.

In 2017, data-thef t and/or socia l 
engineering related fraudulent attempts 
were the ma jor  t rends.  Ga r a nt i 
aimed to manage these trends with a 
customer-centric approach by keeping 
the optimum balance regarding the 
customer experience and fraud detection 
performance.
 
In line with the aim of getting customers 
on board while fighting against fraud, 
Garanti continued to enlighten its 
customers about contemporary fraud 
trends by using various channels. 

In 2017, Garanti strengthened its 
fraud intelligence processes with the 
contribution of related global teams 
of BBVA. In addition to this, global 
experiences are also shared in terms of 
fraud management.

OUTLOOK
For 2018, Garanti will keep focusing 
dynamically on fraud patterns and on 
protecting the customers. It is also 
always a major goal to achieve competent 
customer experience by strengthening 
f r a u d m o n i to r i n g  s y s te m s w i t h 
contemporary technology and skills in 
parallel to the customer-centric strategy 
of Garanti.


